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Introduction
In the bustling world of the hospitality industry, the significance of housekeeping cannot be overlooked. Housekeeping significantly guarantees cleanliness, hygiene, and overall guest satisfaction within hotels and resorts. It comprises a broad range of tasks, including room cleaning, linen management, and maintaining the property's overall appearance. Effective housekeeping operations are essential for offering guests a comfortable and pleasant stay, as it directly shapes their experience and perception of the establishment (BAQUERO, 2022). Hilton Hotel, a renowned global brand, is synonymous with luxury, comfort, and exceptional service. With a rich history spanning nearly a century, Hilton Hotel has crafted itself as a leader in the hospitality industry. With multiple properties worldwide, it offers a diverse clientele: business travellers, vacationers, and event attendees. Hilton Hotel prides itself on its commitment to quality and excellence in its operations (Şener et al. 2022). From lavish accommodations to top-notch amenities, Hilton Hotel strives to exceed guest expectations and deliver unforgettable experiences. As a prominent player in the industry, examining the housekeeping department within Hilton Hotel offers significant insights into the potential benefits of outsourcing.
This paper aims to illustrate a convincing argument favouring outsourcing the housekeeping department within the Hilton Hotel. The report demonstrates the potential benefits of outsourcing by comparing the advantages of outsourcing to maintaining an insourced team. The brief will articulate cost implications, employee abilities, sustainability, consistency, and guest experience. Exploration of real-life examples and statistics from the UK hospitality sector aims to shed light on the positive impact outsourcing has on the housekeeping department and, consequently, the overall success of Hilton Hotel.

[bookmark: _Toc136527106]Comparison of Insourced Housekeeping Team vs Outsourcing Housekeeping
The insourced housekeeping team at Hilton Hotel consists of a fixed number of employees directly employed by the hotel. The team's size consists of the property's size and the number of rooms serviced (Mohammad et al. 2022). The insourced housekeeping team at Hilton Hotel undergoes training programs offered by the hotel. These training programs focus on numerous niches like cleaning techniques, hygiene standards, guest interaction, and hotel policies and procedures compliance. The team is expected to have a basic qualification and experience in housekeeping tasks (Iannuzzi et al. 2022). An insourced housekeeping team's performance and productivity levels depend on numerous factors comprising employee motivation, work environment, and management support. While some insourced teams excel in maintaining high cleanliness and efficiency standards, others face hindrances in consistently meeting guest expectations (Kaiser, 2021).
In response, Hilton Hotels must partner with professional outsourcing companies specifying housekeeping services (Matias, 2022). These companies have expertise in recruiting, training, and managing housekeeping staff, ensuring the delivery of quality services. In addition, outsourcing housekeeping services offers access to a pool of skilled and experienced housekeeping staff employed by the outsourcing company (Berry et al. 2021). These individuals are trained professionals with expertise in numerous housekeeping tasks, guaranteeing high-quality service delivery. Furthermore, outsourcing will offer Hilton Hotel to adjust the number of housekeeping staff based on seasonal fluctuations or varying occupancy levels. Hence, it ensures optimal resource allocation, controlling overstaffing or understaffing situations (Ferguson et al. 2019).
Outsourcing housekeeping reduces labour costs by up to 20% amid streamlined operations and economies of scale. In addition, outsourcing companies specializing in housekeeping often have standardized methods and quality control measures (Ferguson et al. 2019). Hence, it improves service quality, consistency, and adherence to industry standards. Furthermore, outsourcing housekeeping services allows hotels to scale their operations up or down based on demand (Berry et al. 2021). This agility enables Hilton Hotel to respond effectively to changing market conditions and optimize resource allocation.
[bookmark: _Toc136527107]Abilities of Outsourced Housekeeping Employees
Outsourced housekeeping employees bring expertise and specialized skills to the table. Professional outsourcing companies carefully select and train their staff to ensure they have the knowledge and capabilities to perform housekeeping tasks at a high standard. These employees are well-versed in numerous cleaning techniques, handling of cleaning equipment, and efficient time management (KÖMÜRCÜ et al. 2021). As a result, in the case of Hilton Hotel, the expertise of professional housekeeping employees will allow them to offer superior cleanliness and hygiene, meeting or exceeding industry standards. Furthermore, outsourced housekeeping employees have a detailed and multi-faceted understanding of industry standards and best practices. Hence, they will allow Hilton Hotel to stay up-to-date with the latest trends, regulations, and technologies in the hospitality sector (KÖMÜRCÜ et al. 2021). In addition, it will also offer Hilton Hotel to adhere to strict cleanliness protocols, guaranteeing compliance with health and safety regulations. Furthermore, Hilton Hotel's familiarity with industry standards will ensure that the outsourced housekeeping team consistently meets guests' expectations and maintains the hotel's reputation for cleanliness (Buhalis et al. 2020). 
Likewise, The Ritz, an iconic luxury hotel in London, also outsourced its housekeeping operations. The hotel aimed to leverage the expertise of a dedicated outsourcing company to deliver top-notch cleanliness and attention to detail. The decision to outsource contributed to maintaining the high standards for which The Ritz is known (Dalton et al. 2021). In addition, the proposed strategy allowed them to be in a position where they articulate the safety of their guests amid the hustle of COVID-19. Furthermore, Ahmad et al. (2019) have found that hotels that outsourced their housekeeping operations experienced higher ratings in terms of room cleanliness, speed of service, and overall guest satisfaction. These findings provide tangible evidence of the abilities and competence of outsourced housekeeping staff in offering exceptional service amid COVID-19 (Leroi-Werelds et al. 2021).


[bookmark: _Toc136527108]Cost Implications
Insourced housekeeping departments incur expenses in various areas. Recruitment and hiring expenses encompass the costs of advertising job vacancies, conducting interviews, and performing background checks (Anwar Elsaed, 2019). These processes offer dedicated time and effort from human resources staff. Furthermore, training and development costs are mandatory to acquaint employees with hotel procedures and industry standards. Moreover, ongoing training programs make sure that employees stay updated with the latest practices and maintain their professional development (SÖNMEZ et al. 2022). Additionally, insourced employees can benefit from salaries, healthcare coverage, vacation pay, and retirement plans. Moreover, to retain skilled employees, hotels often invest in retention efforts through performance incentives, employee recognition programs, and career development opportunities. These costs accumulate over time and offer the overall expenses of insourced housekeeping departments (SÖNMEZ et al. 2022).
In addition, outsourcing housekeeping services offers cost-saving benefits to hotels like Hilton Hotel. Therefore, Hilton Hotel will take advantage of competitive pricing models by collaborating with professional outsourcing companies. These will help the management of Hilton Hotels to streamline operations, apply economies of scale, and offer services at lower costs compared to maintaining an insourced team (Anwar Elsaed, 2019). Moreover, one of the significant cost benefits of outsourcing in the case of the Hilton Hotel will be eliminating recruitment and training expenses. The reason is that the outsourcing employees will handle the entire recruitment process, from candidate selection to training, limiting the hotel's financial burden and administrative efforts. Furthermore, as discussed in Figure 1, it can be articulated that outsourcing will allow the management of Hilton Hotels to increase their investment in terms of cost and financial results by improving their competitiveness (Appendix). 
Moreover, outsourcing will offer scalability and cost flexibility in the case of the Hilton Hotel. As a result, with the effective implementation of this, the management of Hilton Hotels will adjust the number of outsourced housekeeping staff based on varying demand, guaranteeing optimal resource allocation and avoiding the costs interlinked with overstaffing during low occupancy periods. In response, Anwar Elsaed, (2019), suggested that outsourcing housekeeping results in cost reductions of up to 25% for the hospitality sector. These savings are attributed to lower labour costs, elimination of recruitment and training expenses, and the ability to leverage economies of scale. 
[bookmark: _Toc136527109]Results and Performance
Measurement of key performance indicators (KPIs) in the housekeeping department will allow the management of Hilton Hotels to articulate the results and performance of their operations. KPIs will record in the form of room cleanliness scores. It will offer insights into the effectiveness of maintaining cleanliness standards for the management of the Hilton Hotel (Sann et al. 2020). Furthermore, guest satisfaction ratings will capture perceptions of cleanliness, service, and overall satisfaction of the guests visiting the Hilton Hotel. Response time measures will define how quickly housekeeping staff addresses guest requests who visit Hilton Hotel. Furthermore, the comparative analysis of performance between insourced and outsourced housekeeping will allow Hilton Hotel's management to evaluate each approach's effectiveness (Sann et al. 2020). Moreover, factors in the form of room cleanliness and maintenance, guest satisfaction, and employee productivity will also be considered essential for the overall growth of Hilton Hotel (Alberti, 2019). Hence, via the effective implementation of these metrics, Hilton Hotel will be in a position to determine whether outsourcing results in improved cleanliness and maintenance, higher guest satisfaction levels, and improved employee productivity compared to insourced teams (Alberti, 2019).
In response, King et al. (2020) revealed that outsourcing housekeeping resulted in a 30% reduction in guest complaints related to cleanliness. Similarly, Toussaint et al. (2022) showed that hotels that outsourced housekeeping experienced a 15% increase in room cleanliness scores. Also, GUPTA, (2020) found that hotels that outsourced housekeeping reported an 18% improvement in response time for guest requests. From the results, it can be articulated that outsourcing has a positive impact on the housekeeping department and the overall success of hotels. 


[bookmark: _Toc136527110]Sustainability
Outsourcing housekeeping services signifies numerous environmental benefits that contribute to sustainability within the hospitality industry. Likewise, after outsourcing the housekeeping department of Hilton Hotel, they can list sustainability and implement eco-friendly practices as their first core priority (Sinha et al. 2020). In addition, Hilton Hotel will also be able to incorporate sustainable measures like applying environmentally friendly cleaning products, limiting waste, and conserving energy (Sinha et al. 2020). In addition, through partnering with these companies, hotels will benefit from their expertise and adopt sustainable practices that reduce their environmental impact. Moreover, outsourcing housekeeping operations will lead to a reduction in waste generation and energy consumption. With effective implementation, Hilton Hotel will have efficient waste management strategies, comprising recycling programs and proper waste segregation (Kichuk et al. 2019). 
These measures will allow Hilton Hotel to limit or lessen the amount of waste sent to landfills. Moreover, outsourcing companies will use advanced technologies and equipment to focus on energy-efficient cleaning practices. Furthermore, through augmenting energy usage, hotels will significantly limit their carbon footprint and contribute to energy conservation efforts. Marriott, a prominent hotel chain, has decided to outsource its housekeeping operations as part of its sustainability initiatives (Paraskevas et al. 2019). Therefore, through partnering with a professional outsourcing company that ranks sustainable practices, Marriott aims to limit or control its environmental impact and align its operations with its sustainability goals. Marriott has significantly improved waste management and recycling rates through this outsourcing arrangement (Kichuk et al. 2019). The outsourcing company applies efficient waste management strategies, consisting of detailed and multi-faceted recycling programs and proper waste segregation practices. As a result, Marriott experiences a substantial reduction in the amount of waste sent to landfills, leading to decreased environmental impact and a more sustainable waste management system (Paraskevas et al. 2019).


[bookmark: _Toc136527111]Consistency and Guest Experience
Consistency is of utmost importance in housekeeping services within the hospitality industry. Guests expect consistent cleanliness, comfort, and attention to detail throughout their stay. Therefore, in the case of the Hilton Hotel, consistency in housekeeping services will ensure that guests have a positive and memorable experience, regardless of their length of stay or room assignment (Sinha et al. 2020). Maintaining a high consistency in cleanliness and service will allow them to craft trust and loyalty with guests, resulting in positive reviews and repeat visits. Furthermore, customers often offer positive feedback about their rooms' consistent cleanliness and quality when outsourcing is in place (Paraskevas et al. 2019). They escalate the attention to detail, timely service, and overall experience delivered by outsourced housekeeping staff. As a result, Hilton Hotel's case will demonstrate the positive impact of outsourcing on guest experience, as guests will consistently receive a high level of service and cleanliness throughout their stay (Sinha et al. 2020). 
The case study of Ritz London, which outsourced its housekeeping department, can also support it, and guest satisfaction ratings showed significant improvements. According to guest feedback surveys, the hotel experienced a noticeable increase in guest satisfaction scores regarding room cleanliness, service quality, and overall guest experience after implementing outsourced housekeeping (Dalton et al. 2021). These dignified and enhanced ratings demonstrate the positive correlation between outsourcing housekeeping services and improved guest experience. 
[bookmark: _Toc136527112]Conclusion
To conclude, outsourcing housekeeping is expected to be proving out to be significant in cost savings for Hilton Hotels, as it eradicates recruitment and training expenses, offers competitive pricing models, and deals with scalability and cost flexibility. Outsourced housekeeping employees' expertise and particular skills, along with their understanding of industry standards, subsidize enhanced service quality and efficiency. 


Recommendations
Hence, applying the analysis, it is recommended to the management of Hilton Hotel that they need to outsource housekeeping operations, which will allow Hilton Hotel to align with sustainability goals. Furthermore, they also need to partner with outsourcing companies that will help them to list sustainable practices, which will eventually allow Hilton Hotel to enforce environmentally friendly initiatives, limit waste, and conserve energy. 
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